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Summary and ObjectivesSummary and Objectives
Deliverable Objective:

The following document depicts the detailed business process flows for the FSAIC.  These flows illustrate the processes and resources used to 

research and resolve customer inquiries.  The process flows will provide a starting point for the creation and documentation of functional and 

application requirements for Consistent Answers Release 2.0, the Pre-Attending/Attending and FSA CSCC Desktop Solution. The Process Flows 

included here will be revised and further validated by the Operating Partners and FSA prior to final delivery on May 15, 2002.  

FSAIC’s Business Overview:

The Federal Student Aid Information Center (FSAIC) processes applicant inquiries and questions related to filing the Free Application for Federal 

Student Aid (FAFSA) both on paper and on the worldwide web.  Additionally, the center processes requests related to the Student Aid Report (SAR) 

and the Personal Identification Number (PIN); both of which have paper and web-enabled components.

FSAIC (NCS Pearson) 

Customer Contact Points:
(1-800-4-FED-AID)
fafsaweb@ncs.com
4_FEDAID_FORUM@ed.gov
Four Locations:
Iowa City, Iowa

Lawrence, Kansas
Phoenix, Arizona
Cedar Rapids, Iowa (SAR Duplication Printing 
and Publications Fulfillment Center)
Total CIC Seats: 454

Total CIC Related Employees: 414

CSR system log-ins:
NSLDS
CPS/CICS (up to three simultaneous 
sessions) 

CICS
CPS/TSO
TSO
IBM Imaging Plus (for imaging PCs only) 
Service Center

Reference Materials (Paper and Desktop):

Sample FAFSA form
Valid Field Content Binder
FSA Handbook
FSA Student Guide
Federal School Code Book
Non-Technical FAQ HTML File

Technical FAQ HTML File
FAFSA on the Web Technical Training Binder
PIN website (www.pin.ed.gov)
FOTW website (www.fafsa.ed.gov)
IFAP website (www.ifap.ed.gov)
Special Handling Book

Tax Forms (English and Spanish)
Sample SAR form
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Postal Mail

Web

Fax

Release 2: Scope

Phone
FSA

Customer

Customer
Interaction

Management
(CIM)

Customer
Support Call

Center (CSCC)

Federal
Student Aid
Information

Center
(FSAIC)

Process Flow Legend

This shape represents an incoming or outgoing process flow.

This shape represents an Originator (e.g. Incoming Inquiry).

Shaded box indicates "Out of Scope" processes for the Consistent Answers
Initiative.

1.10
Process

CSR
CPS

These boxes describe a high level or detailed process, with a corresponding
numbered step.

These labels are the resources and/or systems required to complete the
process.

Decision shapes ask a question that determines the next step in the process
flow.

This shape indicates the Terminator, or end of process.

Email
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Customer
Inquiries

No

Yes

No

Yes

No

1.0 FSAIC

Receive Chat
Inquiry

1.11

ID Wrap-Up

1.8

1.10

No ID Wrap-Up

Is this ID
specific?

Inquiry
Complete

Receive Call
Inquiry

1.1

Server

IVR

Is customer
identity

required?

Has customer
already been

identified in this
inquiry?

1.6

Identify Customer

CSR

Resolve General
Inquiry

1.9

Resolve
Customer

Specific Inquiry

1.7

Yes

CSR CSR

1.3

Customers Queue
for CSR

1.12

Email messages
queue  in CSR

inboxes

1.13

Transfer to Spanish
Speaking Queue

Does the
customer wish

to speak
Spanish?

Inquiry
Complete

Yes

1.4

Qualify Inquiry

Inquiry
Complete

Is it After
Hours?

1.2

Handle Self-Service
Options

Yes

No

Yes

Yes

No

IVR

CMS

CSR

CSR

CSR

CSR

CSR

Server

Handled by
FSAIC?

Route to
Appropriate Call

Center

1.5

No

Any additional
inquiries? No
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IVR

Self service
call? No 1.3

Yes

After hours? No

1.2

1.1 Receive Call Inquiry

1.1.1

Receive
call inquiry

Yes

1.1
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IVR

Inquiry
Complete

Note: For more detail on IVR and telephony capabilities, see the
IVR Current State Deliverable

1.2 Handle Self-Service Options

1.2 Handle self
service options

1.2.1
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1.4

1.3 Customers Queue for CSR

1.3

1.3.1

Customers Queue
for CSR

CMS
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1.4 Qualify Inquiry

1.4 Qualify Inquiry

1.4.2

1.5

CSR

Determine which
cycle customer is

calling about

1.4.1

CSR
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1.5 Route to Appropriate Call Center

1.5

Route to
Appropriate Call

Center or
External

Department

1.5.1

Inquiry
Complete

CSR
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1.7

1.6 Identify Customer

1.6

CSR

Is customer in
CPS?

Is customer
authorized to

receive
information?

Inquiry
Complete

Is customer
calling for him/

herself?

Yes

1.6.2

Request SSN, DOB
and Name

Request
applicant's SSN,
DOB, and Name

1.6.3

No

Yes

CSR
CPS

CSR

Determine type of
customer

1.6.1

CSR

Yes

View customer
information for

appropriate cycle
year and

transaction(s)

1.6.4

No

1.4No
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1.7.10
Key in Call Work

Code

Is this a
technical
question?

1.8

Yes

1.7 Resolve Customer Specific Inquiry

1.7

1.7.9

SAR on the web (SOTW)

1.7.8

Renewal on the web
(ROTW) Help

1.7.1

Loan History Inquiry
(NSLDS)

1.7.3

Status Check

1.7.2

Imaging Department
Inquiry

1.7.5

Student Aid Report (SAR)
Help

1.7.4
Refer to FAA

1.7.6

Aid Application Change

1.7.7

SAR Duplicate Request

No

CSR
PBX
Reference Materials
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1.8 ID Wrap-Up

1.8
Is CSR

Supervisor
available?

CSR &
CSR Sup

Inquiry
Complete

CSR
Reference Materials

Is a
resolution

found in the
available

resources?

Inquiry
Complete

Is resolution
satisfactory?

CSR
CPS

Can CSR
determine

resolution on
own?

No

Yes

No

No

Create Follow-Up
Form

1.8.10

CSR explains
situation to
Sup. with

customer on
hold

1.8.3

1.8.7 Log
escalation in

external
program

1.8.8

Send solution
bulletin email

Communicate
resolution with

customer

1.8.1

Inquiry
Complete

No

Inform customer
a supervisor will

be in contact

1.8.9

No

Is CSR
Supervisor
intervention
necessary?

CSR attempts
to resolve
issue with
customer

1.8.4

1.8.5
Transfer

customer to
Supervisor

1.8.6
Supervisor

resolves issue
with customer

Yes

Yes

CSR

CSR Sup

CSR Sup CSR Sup
Service Center

CSR
Reference Materials

CSR CSR

Record actions
taken

1.8.2

No

Is this a
technical
issue?

Yes

Is this a
valuable/new/
widespread

issue?

No

Yes

Yes

Yes
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1.9.10

Key in Call Work
Code 1.10

Is this a
technical
question?

No

Yes

1.9.2
Special Awareness Campaigns

1.9.9

Configuration/Browser Issue

1.9.3

FAFSA Help

1.9.1

Materials Request

1.9.8

General Site Help

1.9.7

Corrections on the Web Help

1.9.6

(S)FAFSA on the Web Help

1.9 Resolve Generic Inquiry

1.9

CSR
PBX
Reference Materials

1.9.5

PIN Site Help

1.9.4

Request for General Information
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CSR explains
situation to
Sup. with

customer on
hold

1.10 No ID Wrap-Up

1.10
Is CSR

supervisor
available?

CSR &
CSR Sup

Inquiry
Complete

CSR
Reference Materials

Is this a
valuable/

new/
widespread

issue?

Is a
resolution

found in the
available

resources?

Inquiry
Complete

Is resolution
satisfactory?

Can CSR
determine

resolution on
own?

No

Yes

Yes

Yes

No

No

Create Follow-Up
Form

1.10.9

1.10.2

1.10.6 Log
escalation in

external
program

1.10.7

Send solution
bulletin email

Communicate
resolution with

customer

1.10.1

Inquiry
Complete

No

Inform customer
a supervisor will

be in contact

1.10.8

No

Is CSR
Supervisor
intervention
necessary?

CSR attempts
to resolve
issue with
customer

1.10.3

1.10.4
Transfer

customer to
Supervisor

1.10.5
Supervisor

resolves issue
with customer

Yes

Yes

Yes

No

CSR
Reference Materials

CSR CSR Sup
CSR Sup
Service Center

CSR Sup

CSR CSR

Is this a
technical

issue?
Yes

No
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Is this a
technical
issue?

Is this a status
check?No

Yes

No

Inquiry
Complete

1.4

Wrap up process
is the same for
phone and chat
(e.g. ID, No ID)

There is a
repository of
standard text
responses

1.11 Receive/Process Chat Inquiry

1.11

1.11.1

Refer to
18004FEDAID

number

1.11.2

Research and give
status to customer

Yes

CSR

CSR
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CSR or
Supervisor

Is the response
required in the
standard text
response file?

Yes

Non-Technical
or ESC CSR

CSR

No

Inquiry
Complete

1.12 Email Messages Queue in CSR Inboxes

1.12

CSR or
Supervisor

Technical
CSR

Extract and send
standard
response

1.12.4

1.12.5

CSR researches,
composes, and
sends unique

response

1.12.2

CSR manually sorts
responses

CSR email team
begins

responding to
email inbox

1.12.3

CSR opens email
in inbox by FIFO

1.12.1
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Is the CSR
speaking with

the borrower or
FA Admin?

Is CSR part of
Borrower
Tracking
Queue?

Explain
information can
only be given to
borrower or FA
Administrator

CSR transfers
customer to

Borrower
Tracking Queue

Explain NSLDS
can only be

updated by GA or
DLS

 CSR logs into
NSLDS

Answer inquiry
Research

Borrower Record
to answer inquiry

Search on SSN,
DOB, Name to

pull up customer
record

CSR
NSLDS

Yes

No
Inquiry

Complete

No

Yes

1.7.1

CSR

1.8

1.7.1 Loan History Inquiry (NSLDS)

CSR

CSR
NSLDS

CSR
NSLDS

CSR
NSLDS

1.7.1.9

1.7.1.2

1.7.1.4 1.7.1.5

1.7.1.6 1.7.1.8

CSR
NSLDS

Customer
requests
NSLDS
update?

Yes

No

Capture Federal
School Code

1.7.1.1

CSR

Explain that loan
information can be
accessed with PIN

on the web site

CSR
NSLDS

1.7.1.7

1.7.1.3
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Transfer customer
to Imaging Queue

Is CSR part of
Imaging Queue?

No

Yes

1.7.2

1.8

CSR

Was this
customer's
document
imaged?

Yes

What type of
error is this?

Applicant Error

Is this an
Original
Identifier
 error?

1.7.2 Imaging Department Inquiry

CSR
IBM Imaging Plus

CSR
CPS

CSR
Paper Form

CSR

CSR
CPS

1.7.2.7

Research customer
record to confirm

data error

1.7.2.8

Make corrections to
record with Online
History Correction

1.7.2.9

Fill out History
Correction

Notification Form
and forward to FSA

CSR

1.7.2.11

Notify MDE of need
for re-processing

1.7.2.12

Give instructions on
filling out SAR

corrections

Yes

Determine
Application Type

Determine
Application Type

1.7.2.1

1.7.2.3

Record call on
manual log

CSR
Reference Materials

1.7.2.6

Request Name,
SSN, and DOB to

re-identify customer

CSR
IBM Imaging Plus

Does
customer
request a

letter?

1.7.2.10

Submit Processing
Error letter to Ed

Services

CSR

1.4

No

Processing Error
(PE) by MDE

Non-Processing
Error (NPE)

No

Yes

Confirm that
image exists

1.7.2.2

CSR
CPS

Begin phone log
in customer

record

CSR
CPS

No

1.7.2.51.7.2.4
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1.7.3 Status Check

1.7.3 Record in
HOLD File?

Type of file?

1.9.7

Status of
Application?

1.7.3.3
Inform customer
that app is being

processed

1.7.3.2Explain that
application is ready
to be processed, but
requires signature or

signature match

Applications that remain in the HOLD FILE for > 14
days are automatically removed/rejected from the file

on the 15th day. A rejected SAR is printed and sent to
borrower automatically.

1.7.3.4

Access Process
Record

1.7.3.5

Give pertinent data
and provide status

Issues left to
resolve?

Search on SSN
and Name to pull

up Hold File
information

1.7.3.1
1.8

1.9.3

1.8

No

COTW
Waiting for
Signature

Processing

Record
found?

Yes

Yes

No

How did you
file?

When did
you file?

1.7.3.8
Allow more time;

give info on
standard turn-
around time

1.8< 4
wks

Did you
receive

confirmation
in last

business
day?

Get postcard
back?

> 4 wks

Receive
anything
back?

1.7.3.9

Recommend
customer to refile

FAFSA

1.7.3.10

Resolve ID Issues

1.8

1.8

No

Yes

No

No

1.9.6No

1.7.3.11

Transfer to Non-
Technical
Supervisor

Does
customer

have a copy
of FAFSA?

1.7.3.12

Fax to Processing
Center

1.7.3.13

Process form and
mandate original
processing date

1.7.3.14

Fill out paper
FAFSA and fax to
Processing Center

1.7.3.15

Send Delayed Non-
processed letter

1.8

Does
customer
request
letter?

Yes

No Yes

No

Yes

CSR
CPS

CSR
CPS

CSR

CSR

CSR
CPS

CSR

CSR
CPS

CSR

CSRCSR

CSR CSR

CSR

Electronic

1.7.3.6

Check status on
website

1.7.3.7

Inform customer of
status 1.8

CSR
Reference
Materials

CSR
Reference
Materials

Paper

Yes

Yes App
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1.7.4 Refer to Financial Aid Administrator (FAA)

1.7.4.2

Inform customer to
contact FAA

1.7.4.1

Determine type of
question

What kind of
question does
the customer

have?

CSR

Award package

Special
Circumstances1.7.4 1.8

General/Other CSR
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1.7.5 Student Aid Report (SAR) Help

1.7.5

CSR
CPS

What kind of
SAR help does

customer
need?

1.7.5.3
Explain to customer
how to read SAR;

Explanation of
comment codes

1.7.5.2

Inform customer of
reason SAR was

rejected

Explanation of SAR
SOTW Content

Rejected SAR

1.8

1.7.5.1

Review Inquiry File

CSR
CPS

Reference Materials

CSR
CPS

Reference Materials

SOTW Access Issue

CSR

1.7.5.4

Refer to Technical
Queue

1.7.9
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1.7.6 Aid Application Change

1.7.6

Can
customer
provide
DRN?

CSR
CPS

CSR
Federal School Code Book

CPS
www.fafsa.ed.gov

Inform customer that it
will take 3 days for the
system  to reflect the

changes.

1.8

Is systems
generated
phone log
present?

What kind of
application
change?

Does
customer

want to do this
through the

IVR?

Email
Phone

Address
Housing Code

Assumption
Override

1.7.6.1

Make Updates in
CPS

Drug
Conviction

Does
customer

have federal
school code?

Has customer
called in an
institution

change today?

1.7.6.4

Lookup federal
school code

1.7.6.3

Update institution in
remaining fieldsYes

Institution

Yes

No

No

1.7.6.2

Verify changes with
customer

No

CSR
CPS

CSR

Yes
Yes

1.7.6.6

Transfer to IVR

1.7.6.5

Provide other
options for
customer

Yes

1.8No

1.8

No

CSR

CSR
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Is there an
address
change?

Is current
address
foreign?

1.7.7 SAR Duplicate Request

1.7.7 1.8

CSR
CPS

CPS

1.7.7.1

Verify address on
record

Is new
address
foreign?

Is foreign
address on

file?

Fill out form and put
in basket (or send
form via email to

Supervisor)

1.7.7.4

Supervisor picks up
forms (or receives

email)

1.7.7.5

Input * into DP field
and enter answer

code 09

1.7.7.6
Supervisor enters

information in
Special Handling

Book

1.7.7.7

Send email with
information to
Cedar Rapids

1.7.7.8

Cedar Rapids
Contact (CRC)

picks up documents
with Special Handle

sort type

1.7.7.9

CRC sends files to
Iowa City via

Interoffice Mail

1.7.7.10
Supervisor

highlights entries in
Special Handling

Book

1.7.7.11

Supervisor prints
out labels and puts

files in window
envelopes

1.7.7.12

Send files back to
Cedar Rapids

through Interoffice
Mail

1.7.7.13

Files are sent out to
customer from
Cedar Rapids

No No

Yes

1.7.6

1.8

Yes

1.7.7.3

SAR automatically
sent to customer

CSR Sup CSR CSR Sup CSR SupCSR

CSR
CRC

CSR Sup
Special

Handling Book
CSR Sup CSR Sup CSR Sup

CSR
CRC

No

Yes

No

Yes

CPS

1.7.7.2

Input D into DP field
to log Duplicate

Request

1.7.7.14
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1.7.8 Renewal on the Web (ROTW) Help

1.7.8.1

Access Inquiry File
and view RApp
Trans Code for
previous cycle

Inform customer
of reason for non-

renewal

1.7.8.2
Does the
customer

qualify for a
renewal?

1.7.8

1.7.8.5

 Inform customer on
how to file for

renewal

1.8

CSR

CSR
CSR
CPS

Reasons for non-renewal include: In
default, Dependency override, FFA

adjustment done, Unresolved
verification,  Foreign undeliverable

address, Duplicate SSN, Did not file
FAFSA for previous cycle

1.7.8.4
Determine if

customer has
option to file by

paper or electronic
form

CSR

No

Yes

1.7.8.3

Inform customer to
file original FAFSA
for current cycle

CSR
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1.7.9 SAR on the Web (SOTW)

1.7.9

1.7.9.1

View Inquiry File
Research

inquiry and
assist

customer

1.7.9.2

CSR
Reference Materials

CSR
CPS

What type of
problem is the

customer
having?

SOTW Content Issue

Web site Access Issue
Web Link Problem

FAFSA Issue

1.7.5

Is CSR Cross-
Trained?

1.7.9.3

Transfer to Non-
Technical Queue

1.9.9

No

Yes 1.8

CSR
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Record name,
address and

contact
information

1.9.1.5

1.9.1

1.9.1 Materials Request

 CSR
CICS

Is customer
authorized to

receive
requested

publications?

Any additional
publications
requested?

Is customer
requesting bulk

order?

1.10

1.9.1.6

Select the quantity
and type of
publication

Types of customers:
� Traditional Student
� Non-traditional Student
� Financial Aid Professional
� General Public

Switch Sessions

1.9.1.1 1.9.1.2

Determine type of
publications
requested

CSR

No No

Yes

CSR

Determine
customer type

1.9.1.4

Refer customer to
IFAP

1.9.1.7

Yes

Determine
Customer Type 1.10

Does customer
wish to use self

service
options?

Offer Self Service
options

1.9.1.3

No

CSR

Does customer
have ML#?

Refer to ED Pubs

Refer customer to
School or Library

1.9.1.8Is address
foreign?

Fill out special
handling paper

form

Send email to
Publications in
Cedar Rapids

No

Yes

Provide customer
with appropriate
phone number

1.9.1.14

General Public

Yes

No

CSR

Financial Aid Professional

Library, High School,
 or Government

Agency

Yes

Enter "do not
send" in address
field and "xx" into

city and state
fields

1.9.1.11

Yes

CSR CSR
CICS

 CSR
CICS

CSR

1.9.19

CSR

1.10

1.9.1.12 1.9.1.13

No Process request

1.9.1.10

 CSR
CICS

CSR
Reference Materials

CSR

CPS
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1.10

1.9.2 Special Awareness Campaigns

CSR
Reference Materials

Yes

No

1.9.2
Determine

customer type

1.9.2.1

Transfer
customer to

campaign Queue

1.9.2.2

Research
campaign and

assist customer

1.9.2.3

Web site

Refer  to Contact Call Number

Materials Request

Yes

No

1.9.1

Does campaign
require

specially
trained CSR?

Does customer
require

additional
information?

Which method
does the
customer
prefer?

CSR CSR

Provide web site
address

1.9.2.5

Provide contact
call number

1.9.2.4

CSR
Reference Materials

CSR
Reference Materials



Proprietary and Confidential –DRAFT- 274/12/ 2002

1.9.3 FAFSA Help

1.9.3

CSR
Reference Materials

What type of
question does
the customer

have?

1.10

Process Question

Content Question

General Question

Provide guidance
to customer on

FAFSA form

1.9.3.1

Technical FAFSA Question Transfer to
Technical Queue

1.9.3.2

1.9.6

CSR

Is CSR Cross-
Trained? No

Yes
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1.9.4 Request for General Information

1.9.4 1.10

Determine type of
General

Information
needed

1.9.4.1

CSR

Research inquiry
and assist
customer

1.9.4.2

CSR
Reference Materials
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1.9.5

Does user
want to verify

PIN?

1.9.5 PIN Site Help

1.9.5.1

Access
PIN web site

1.9.5.6
Inform customer to
apply for a new PIN
or request a resend

of current PIN

1.9.5.4

Transfer to
Supervisor Queue

1.9.5.5

Verify PIN for
Customer

CSR

CSR

CSR
www.pin.ed.gov

CSR Supervisor
intranet site

Use SSN, DOB, First 2
letters of last name for PIN

Verification

Is PIN
verification
necessary?

Types of Issues:
� PIN not working
� Never received PIN
� ePIN Link Problem
� Received PIN, but

incorrect information

1.9.5.2
Check PIN status,

name, email
address, postal

address, and PIN
date sent

CSR
www.pin.ed.gov

1.9.5.3

Determine exact
PIN issue

1.9.5.7

Further
troubleshoot exact

PIN issue

Yes

Yes

Yes

1.10

No

No

Was PIN
generated
under data

given?

CSR
www.pin.ed.gov

No

1.8

CSR
www.pin.ed.gov
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1.9.6 FAFSA On the Web (FOTW) Help
(English and Spanish)

1.9.6 1.10
Determine type of

(S)FOTW help
needed

1.9.6.1

Type of
(S)FOTW

help?
School  Code Help

1.9.6.2

Troubleshoot
browser problems

1.9.6.3

Provide school
code

Provide web
address

1.9.6.4

FOTW Browser Help

CSR

CSR
Reference Materials

CSR
Reference Materials

FAFSA Web address

Is CSR Cross-
Trained?

Yes

No

CSR
Reference Materials

Transfer to Non -
Technical Queue 1.9.3

1.9.6.6

Troubleshoot
Data Entry
Problem

1.9.6.5

CSR
Reference Materials

Data Entry Problem

FAFSA Content
Question

CSR
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1.9.7 Corrections on the Web (COTW)

1.9.7 1.10

Determine type of
COTW Help

needed

1.9.7.1

Type of COTW
help?

FAFSA Corrections
Not Processed

Access Problem

PIN Problem

Determine why
FAFSA

correction was
not processed

1.9.7.2

Troubleshoot
access problems

1.9.7.3

CSR
CSR
Reference Materials

CSR
Reference Materials

1.9.5

 Content Corrections

Is CSR Cross-
Trained?

Transfer to Non-
Technical QueueNo 1.9.3

Yes

1.9.7.4

CSR

Troubleshoot
data entry
problems

1.9.7.5

CSR
Reference Materials

Data Entry Problem
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1.9.8 General Site Help

1.9.8 1.10Determine type of
General Site help

needed

1.9.8.1

Type of
General Site

help?

School Code
 Information

Browser
 Requirement Help

Troubleshoot
browser issue

1.9.8.2

Provide School
Code

1.9.8.3

Provide information
about where forms
are located on the

web

1.9.8.4

CSR

Form Web
Address Help

CSR
Reference Materials

CSR
Reference Materials

CSR
Reference Materials

General Content

Is CSR Cross-
Trained?

Transfer to Non-
Technical QueueNo 1.9.3

Yes

1.9.7.5

CSR
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1.9.9 Configuration/Browser Issue

1.9.9

1.10Determine type of
Configuration/
Browser help

needed

1.9.9.1

Type of Config/
Browser help?

Incompatible Browser

Configuration/Setup

Troubleshoot
Incompatible

Browser issue

1.9.9.3

CSR

Troubleshoot
Configuration/
Setup issue

1.9.9.2

CSR
Reference Materials

CSR
Reference Materials
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 Outbound Calls

Call customer Resolve issue
with customer

Enter Call in
manual  log

End Inquiry

CSR or
Sup

CSR or
Sup

CSR or
Sup

Ed asked to
call customer

back

Survey
Customers

Further
Research
Required

Prepare survey

Research reason
why FSA/ED has

requested call
back

Research
Response

CSR or
Sup

CSR or
Sup

CSR or
Sup

Date received
Phone number
Date customer called
Question
Solution


